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Meet the Team

Krista Hensel Dr. Divya Cantor Greg Irby Michael Lines Ashley Hobbs
CEO CMO COO CFO Director of
Enrollee Services

!JJ © 2022 United HealthCare Services, Inc. All Rights Reserved.



Membership
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Network Adequacy:
Medical, Behavioral and Dental

Providers
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Appointment Availability

@

Providers are contracted to
meet appointment
scheduling guidelines.

Primary Care: 30 days for
routine appointments,
48 hours for urgent
appointments

Behavioral Health: 10 days
for routine appointments,
48 hours for urgent
appointments,

6 hours for Emergencies
that are not life-threatening

O o

Quarterly audits are Gaps are addressed Member services is
conducted to ensure through remediation and ready to support any
appointment standards additional audits until member experiencing
are achieved. compliance is achieved. difficulty accessing care

99% 90%
PCP Behavioral Health

Routine Appointment Routine Appointment
Compliance Compliance
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Telehealth

Telehealth allows equitable access for members in urban and rural geographies
and reduces transportation barriers

Telehealth Utilization Over Time by Region
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Improving provider processes
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Provider Appeals
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I # of Appeals  ==@=Appeals Per 1K Members

Appeals Per 1,000 Members Down 55%
from Q3-2021 (9.5) to Q2-2022 (4.3)
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On average, claims are adjudicated in less than 9

days with a continuing downward trend.

More than 99% of claims are adjudicated in 30 days.



SDOH | Scaled Program Approach

Close the gaps so that everyone has an opportunity to be as healthy as possible

Understand Connect Expand
Individual’s barriers to better People to resources in Community capacity to foster health
health through screening the community and promote health equity

% of Members w/ SDoH Needs
12.7% 7.1% 10.1% 5.4% »
Nation:l KY g National KY Mutrition -

0.5% 10.7% Financial

% of Members w/ Clinical Conditions & SDoH Needs Needs by Domain

Housing

Health Services

Transportation

Family l
Circumstances
Education & I
Employment

Psychosocial I

. Referred Confirmed Assistance
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2022 Eastern KY Flood Response

Case
Management

Continuous outreach occurring for
all member in case management

5 Complex Care Members and 53
Chronic Condition members). 14
members with Behavioral Health
conditions; 4 enrolled in Intensive
Opportunity; 1 enrolled in Chronic
lliness

Staff and
Operations

All staff accounted for and well

All operational process intact with
no loss of continuity
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Member
Engagement

Email, Call, Text campaigns live

Banner on UHC member and
community-facing websites

Messaging programmed on
community resource sites

Natural Disaster Information and
Alerts sent to inbound call teams

Community
Outreach

Provider
Engagement

H

Suppressing Prior Authorization
Requirements for impacted areas
from 07/29/2022-09/09/2022

Banner on UHC provider websites

Direct outreach to key providers

Donated $205k to Team Eastern Kentucky Flood Relief Fund,
KY Rural Health Collaborative & Need More Acres

Personal outreach campaign to community partners in Region 8

Volunteering with CBOs in Region 8 (Mercy Chefs & Ramiro's Food Truck)

Community Resources & Support Flyer Created



2021 Western Kentucky Tornados

Case Member Community
Management Engagement Engagement
Continuous outreach occurring for ~7,000 members prioritized Donated $500k towards relief activities

all member in case management Outbound call, text, and email 5,000 Mom's Meals delivered to

30 members in Complex Care campaigns to assess needs and Pennyrile Community Action Agency
Management; 65 Chronic/Care connect to resources (Hopkinsville)

Coordination members; 28 Banner on UHC member and UHC WKY Tornado Relief ad played

Behavioral Health Care
Management members

H

community-facing websites

Natural Disaster Information and
Alerts sent to inbound call teams

!JJ © 2022 United HealthCare Services, Inc. All Rights Reserved.



